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TOTAL QUALITY MANAGEMENT IN CONSTRUCTION 



The principles of Total Quality Management (TQM) 
provide a means for achieving quality in the construction 
process. The improvement of quality requires that every 
member of the organization embrace the principles of 
continuous improvement. Total Quality Management is a 
customer-oriented approach that stresses the effective use 
of people. Total Quality Management also emphasizes the 
application of quantitative methods and process improvement 
techniques to continually improve products and services. 

Total Quality Management requires a cultural change in 
the organization. The leadership and management of the 
organization must demonstrate a sincere commitment to 
continuous improvement. They must foster a working 
environment which capitalizes on the creativity and 
ingenuity of employees. The TQM organization focuses on the 
needs and expectations of customers, both internal and 
external. Emphasis is placed on prevention of the causes of 
defects rather than the correction of defects. The 
organization must foster a long-term relationship with 
suppliers based on mutual trust and respect. Total Quality 
Management encourages innovation and application of new 
technology and procedures to enhance quality improvement. 



The process of continuous improvement applies to all aspects 
of the organization including administrative, engineering 
and production functions. 

Project teams are instrumental in the improvement of 
quality, productivity and processes. They focus on quality 
improvement of processes and problem solving, and instill 
quality leadership principles throughout the organization. 
The training and education of employees is also a key factor 
to successful quality improvement. 

Quality in the construction process is based on several 
fundamental concepts. These concepts include the definition 
and assignment of responsibilities, the importance of 
teamwork, understanding requirements and expectations, and 
principles of good communication. As Western organizations 
place more emphasis on process control techniques, there is 
a trend toward statistical quality control in the 
construction industry. 

The implementation of Total Quality Management involves 
the application of the principles of continuous improvement. 
These principles include constancy of purpose, commitment to 
quality, customer focus and involvement, process 
orientation, continuous improvement, system-centered 
management, investment in knowledge, teamwork, conservation 
of human resources, total involvement and perpetual 
commitment . 
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The Malcolm Baldrige National Quality Award was 
established to promote quality awareness and to recognize 
the contributions of U.S. business to the nation's economic 
growth. The award recognizes continuous quality improvement 
through statistical quality control, a prevention style of 
management and a systems approach for data collection and 
customer feedback. 

Top management must spearhead the movement toward 
continuous improvement and actively participate in the TQM 
process. Former Vice President Dan Quayle said, "President 
Bush believes we must establish a firm commitment to Total 
Quality Management and the principle of continuous quality 
improvement . . . the taxpayers have every right to expect 

and demand high quality — and that is what we must deliver." 

All organizations must embrace the principles of Total 
Quality Management to survive in today's highly competitive 
environment. Through commitment to continuous quality 
improvement, designers, construction managers and 
constructors can design and build facilities that meet and 
exceed the expectations of customers. 
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CHAPTER 1 

DEFINING TOTAL QUALITY MANAGEMENT 



PHILOSOPHY 



The new approach to management allows organizations to 
keep pace with rapidly changing conditions. Japanese 
companies have successfully applied Total Quality Management 
principles while American companies are only starting to put 
them into practice. 

The decline of American companies has been attributed 
to poor management practices and management seeking short- 
term profits and good performance. 1 Dr. W. Edwards Deming 
argues that "a better way to serve stockholders would be to 
stay in business with constant improvement of quality of 
product and service, thus to decrease costs, capture 
markets, provide jobs and increase dividends." 2 

Deming suggests that because a production system is 
stable, improvement of quality is the responsibility of 
management. 3 Management must also recognize the distinction 
between a stable and unstable system. 4 A stable system is 

3 Mary Walton, The Deming Management Method (New York: 
The Putnam Publishing Group, 1986), p. xi . 

2 Ibid . 

3 W. Edwards Deming, Out of Crisis (Cambridge: 
Massachusetts Institute of Technology Center for Advanced 
Engineering Study, 1986), p. 1. 

4 Walton, p. xii. 
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